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Abstract 
The purpose of this study are to analyze how the characteristics of the customer's user profile or e-banking services 
and service quality measurement methods called webqual in analyzing service quality of e-banking websites using six 
variables: Accessibility, Interaction, adequacy of information, Usefulness of content, Lifestyle and Personality. The 
stages of the study include the validity and reliability of research instrument, descriptive statistical analysis and 
discriminant analysis. The results showed that there was no difference in the perception of e-banking services 
between the customer of Mandiri bank and the BJB Bank. 
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1. Introduction 
Globalization has encouraged competition is very competitive in all fields of business. The success of 
this competition is determined by the market anticipation and rapid response to any changes in consumer 
needs and behavior, including the use of technology that is the Internet. Information and communication 
technology in the national banking sector is relatively more developed than others. Different types of 
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technology such covers Automated Teller Machine, Banking Application System, Real Time Gross 
Settlement System, Electronic Clearing System, dan Internet Banking (Hermana, 2010). E-Banking 
system that enables clients include financial institutions, individuals and enterprises to access accounts, 
transact business or obtain information about financial products and services through private and public 
networks, including the Internet. 
Research related to the adoption and use of e-banking shows that the system characteristics affect the 
perceived ease of use (Christiyanti, 2011 dan Medyawati, Marieta Christiyanti dan Muhammad Yunanto, 
2011). Widya (2005) states that behavioral intention internet users to use internet banking is significantly 
influenced by the attitude of the internet media, attitudes Internet users to use internet banking and 
internet users subjective norms on the use of internet banking.  Public and private foreign banks in 
Indonesia are known to have the facility of e-banking is relatively complete, including internet banking 
amounted to about 10 banks (Medyawati, Farida dan Ega Hegarini, 2012). Maharsi dan Yuliani Mulyadi 
(2007) stated that the factors that affect interest is the benefit of using internet banking internet banking, 
the ease of using internet banking, internet banking and credibility. Supariyani, Emmy dan Tony (2008) 
stated that the convenience factor of using internet banking has the most powerful effect than the benefits 
derived from the credibility of internet banking and internet banking. The adoption of e-banking is part of 
the need to improve service quality. This is supported by the development sangtat digitization, 
information technology and the Internet, as well as e-lifestyle, therefore the security and privacy aspects 
of development affect the trust (Sujadi, 2010). 
Bank Indonesia, the central bank has issued regulations related to the management or implementation of 
the risk management activities of internet banking. The regulation is Bank Indonesia Regulation. 
5/8/PBI/2003 on Risk Management for Commercial Banks and Bank Indonesia Circular Letter No.. 
6/18/DPNP, dated 20 April 2004 on the activities of Risk Management Services Bank Services Through 
the Internet (Internet Banking).  
Bank Mandiri as a state-owned bank and the largest bank in Indonesia, Bank Mandiri distribution 
service that is equipped with a network of as many as 70,616 Electronic Data Capture units, as well as 
electronic channels including Mandiri Mobile, Internet Banking, SMS Banking and Call Center 14000. 
(http://www.bankmandiri.co.id). Bank BJB bank has technology services, i.e. internet banking website, 
and BJB Call 14 049 ATMs. (http://www.bankbjb.co.id). 
Based on the description above, this study focuses on the identification of service quality from the 
perspective of e-banking customers to access e-banking services through a website or a website. 
Measuring customer perspective on the quality of e-banking services are web based services using 
methods webqual. The limitation of this research study using 6 variables were analyzed: Accessibility, 
Interaction, adequacy of information, Usefulness of content, Lifestyle, Personality 
The purpose of this study to analyze the characteristics of the profile or customer service e-banking users 
and service quality measurement methods webqual in analyzing service quality of e-banking websites 
using six variables: accessibility, interaction, adequacy of information, usefulness of content, lifestyle and 
personality seen from customer perception on Bank Mandiri Tbk and Bank BJB, Tbk. 
2. LITERATURE REVIEW 
E-Banking can be defined as banking products and services offered by the bank through internet 
access that has obtained a license from the banking institution. According to the FFIEC agencies (2003), 
E-Banking is defined as the delivery of banking products and services, both traditional and new products 
or services automatically and directly to customers through electronic, interactive communication 
channels. According to the agency OCC, (1999), E-Banking as a system that allows customers to access 
bank accounts and general information on bank products and services through a personal computer (PC) 
or other smart device. 
1088   Henny Medyawati and Ahsin Mabruri /  Procedia - Social and Behavioral Sciences  65 ( 2012 )  1086 – 1091 
Webqual is one of the methods or techniques of quality measurement method based on the perception 
of the end user website. This method is the development of SERVQUAL developed by Parasuraman, 
which are widely used prior to the measurement of service quality. The webqual research instrument is 
developed by using Quality Function Development (QFD). Webqual been developed since 1998 and has 
undergone several iterations in the preparation of the dimensions and the question items. Barnes and 
Vidgen Research, (2003) using Webqual 4.0 to measure the quality of a website maintained by the OECD 
(organization for Economic Cooperation and Development). Webqual 4.0 were formulated based on 
research in three areas: (1) The quality of information systems research information; (2) Interaction and 
quality service from quality research information systems, e-commerce, and marketing, as well as; (3) 
usability of human-computer interaction. 
3. METHODOLOGY 
 The research object is the customer who use e-banking service at PT. BJB Bank, Branch Offices 
Bantargebang Tbk and PT. Bank Mandiri Tbk Jakasampurna Branch, object retrieval research for 2 
weeks, which include internet banking and ATM services. Data taken and used this research is primary 
data by performing questionnaire distribution to customers who use internet banking and ATM (SMS 
Banking, Telephone Banking and Internet Banking). The variables used in this study consisted of six 
adopted from Medyawati et. al (2012,a), Barnes and Vidgen (2003), Arientawati (2010), Hermana (2010) 
and Saha and Zhao (2005), namely Accessibility, Interaction, Adequacy of Information, Usefulness of 
content, Lifestyle and Personality. 
The research instrument used questionnaires using a Likert scale of the numbers 1 to 7 are: 
strongly disagree, disagree, somewhat disagree, neutral, somewhat agree, agree, strongly agree. 
Discriminant analysis used in this study to seek a differentiating factor between the two bank customers 
are customers of the Mandiri.bank and bank BJB customers. 
4. RESULT AND DISCUSSION 
In the early stages, this study took a sample of 60 respondents consisting of 30 of the bank BJB 
and 30 from independent banks. The research instrument used questionnaires by the number of 
questionnaires returned equal to the amount distributed is 60. The total number was 105 respondents ie 50 
respondents BJB banks and independent banks by 55 respondents. The number of questionnaires were 
returned and valid as well as the spread is 105. 
The identity of the work that most respondents is civil servants by 18%, followed by BJB bank 
staff by 16%, teachers 13%, and guard of bank BJB by 3%. BJB bank customers are mostly civil servants 
working in local government. This is due to the spread of a questionnaire conducted at the office of the 
bank BJB civil government customers, so the percentage is greater than other occupations. Bank Mandiri 
Respondents who worked as a teacher as much as 2%, students by 32%, Private Employees by 3%, a 
housewife by 2%, entrepreneurs with as much as 2% and, bank staff by 14%. Mandiri Bank customers are 
mostly students by 32% and a small portion of the Lecturer by 2%, house wife by 2%, Entrepreneurs by 
2%, private employee by 3% due to methods of accidental sampling. The occupation of the BJB bank 
respondent and Mandiri bank can be shown in figure 1. 
The age of Bank Mandiri respondents ranged from 42% age 20-26, age 26-30 with a percentage of 
10%, age 36-40 with prsentase 1% and ages 41-45 with a percentage of 2%. Bank customers mostly from 
ages 20-26 by 42% of a student and a fraction of 1% ages 36-40 is also due to sampling accidental 
sampling. Bank BJB age of the respondents ranged between 20-25 with 7%, age 26-30 with a percentage 
of 8%, age 31-35 with a percentage of 8%, age 36-40 with a percentage of 11%, age 41-45 with 
percentage of 3% and 13% aged 46-50. 
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Fig. 1 The Number of Respondents for Occupation of Mandiri Bank and BJB Bank 
 
The gender of bank Mandiri respondents are 32% and whereas the percentage of women as much as 
23%. In bank BJB, the male respondent as much as 31%, and while the female as much as 19%. 
The education level of the respondent bank Mandiri SMA by 14%, 23% D3, bachelor education  with 
percentages 17% and the percentage of master degree as much as 1%. Most respondents BJB have 
bachelor background as much as 19%, 3% high school, diploma degree with percentages of 24%.  
The monthly income of the respondent of Mandiri bank less than 5 million by 19%, monthly income 
of 5 million-10 million to as much as 4% and the percentage who do not have income from the students 
who are still learning stage with the percentage 32%.  
Bank customers are predominantly a student, a small part in monthly income of 5 million-10 million 
by 4%. BJB monthly income bank customers with a range of monthly less than 5 million by 44%, 
monthly income of 5 million-10 million 3%, and the monthly income of 10 million-15 million 3%. The 
ensuing discussion is the validity and reliability of research instrument. Test results in this study in 
contrast to Medyawati et. al (2012, b) that not all variables are valid. The validity and reliability of test 
results can be seen in Table 1. and Table 2 below. 
 
Table 1. Validity Test Result 
Variable Corrected Item-Total Correlation Validity Value Conclusion 
Accessibility 0.243 Positive Valid 
Interaction 0.650 Positive Valid 
Adequacy of Information 0.670 Positive Valid 
Usefulness of Content 0.535 Positive Valid 
Lifestyle 0.571 Positive Valid 
Personality 0.542 Positive Valid 
 
Tabel 2.  Reliable Test Result 
Variabel Cronbach’s Alpha Nilai Reliabilitas Hasil 
Accessibility 0.810 0.60 Reliable 
Interaction 0.716 0.60 Reliable 
Adequacy of Information 0.698 0.60 Reliable 
Usefulness of Content 0.735 0.60 Reliable 
Lifestyle 0.723 0.60 Reliable 
Personality 0.730 0.60 Reliable 
 
Descriptive statistics were customers of both banks will be described as follows. The 
Accessibility, Interaction, Adequacy of Information, Usefulness of Content, Lifestyle, Personality 
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variables on bank BJB have an average value respectively 30.36, 27.94, 34.26, 44.26, 21.72, 19.86. 
Highest values of the six variables are Usefulness of Content 44.26. It can be explained that bank 
customers BJB have learned the usefulness of the content contained in the bank's website. The low value / 
lower than sixth variable is 19.8600 Personality It can be explained that the customers of the Bank BJB 
assume that the use of e-banking reflects the personal yet elegant and cenerung customers not interested 
in using e-banking facilities. The same conditions can be seen in Mandiri bank customers. Highest values 
of the six variables are Usefulness of Content 43.1455 and the lowest is Personality variable that is equal 
to 19:04. Based on the average conditions in the two banks, it can be concluded that the perception of 
customers of Bank Mandiri and Bank BJB showed no difference in the six variables. 
Descriptive statistical analysis was strengthened again in the hypothesis testing stage. To assess the 
goodness of the model, can be seen through eigenvalue and Canonical Correlation. The eigenvalue 
obtained was 0.079 and Canonical Correlation value is 0.270. To tes the hypothesis, the rate of Wilks' 
Lambda transformed into figures Chi-Square. The results show the number of data processing Sig. of 
0.270 which is much above 0.05, then Ho is accepted. Based on these results, it can be seen that there is 
no difference between the two banks customers. 
The results of the data processing show that the value of loading factor structure matrix is equal to 
0.428 Usefulness of Content, Personality 0.386, 0.116 Adequacy of Information, Interaction 0.74, -0.218 
and -0.265 Accessibility Lifestyle.   
The following is a description of the data processing using discriminant analysis. The value in the 
Canonical Discriminant Function Coefficients table is the coefficient for the discriminant equation, ie the 
value of the variable to predict the functions of the two banks. From the table shows that for the two 
banks, a constant value is equal to -1.596, -0.118 coefficient Accessibility, Interaction 0.017, 0.030 
Adequacy of Information, Usefulness of Content 0.128, -0.294 Lifestyle and Personality 0.235. with the 
results of the discriminant equation using Fisher's model is: 
 
Z Score= -1,596 + -0,118 Accessibility + 0,017 Interaction + 0,030 Adequacy of Information + 0,128 
Usefulness of Content + -0,294 Lifestyle + 0,235 Personality 
 
Based on the results of further analysis of the question items in the questionnaire and interviews, it is 
known that bank customers BJB which are civil servants, civil servants and teachers turned out to be 
mostly there who have never used or access the bank's website, although some of them have email. 
Clients feel safe when finish using a bank site or logout of the bank's website that they are afraid to use or 
access. Some bank customers never BJB accessing or using the website and do not understand the bank 
using the bank website. The self-employed independent bank customers have experienced problem when 
using a banking site. Staff of Mandiri bank rarely access the bank's website for information. Customer of 
Mandiri bank in the private sector do not use e-banking as their lifestyle. Mandiri bank customers who are 
a student has never and rarely access the bank's website to view information while they have email. 
Students generally do not get to use the bank website. 
Measurement of quality of service by using webqual consists of six variables, namely Accessibility, 
Interaction, Adequacy of Information, Usefulness of Content, Lifestyle, and Personality. E-banking users 
are relatively well educated, high income levels and liked the world of information technology. The use 
of e-banking is supported by the level of knowledge and application of the Internet is relatively high. 
Internet usage behavior affects perceptions of service quality in variable Accessibility, Interaction, 
Adequacy of Information, Usefulness of Content and Lifestyle. Personality variables showed a relatively 
low level of service compared to 5 webqual other variables. Most variable low is about the use of e-
banking facility as a conceptual personality, due to lack of use of e-banking on the personality of the 
client. The majority of clients have been accessing bank sites. 
 The results showed that there was no difference in the perception of e-banking services between 
the customer and the bank BJB Bank. Six variables webqual can not accurately predict the bank grouping. 
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These results indicate that e-banking service in the bank BJB likely not show a significant difference with 
e-banking service in the bank Mandiri. The implications of this study include that the two banks would 
have to increase the dissemination of e-banking facility utilization of the facilities already available that 
can be used optimally. 
  
REFERENCES 
 
Arientawati. (2010). Perbandingan Mutu Website Internet Banking Antara Dua Bank Dengan 
Menggunakan Metode Webqual 4.0. e-Journal Ekonomi. Universitas Gunadarma. Depok. 
Bank Indonesia. (2007). Peraturan Bank Indonesia Nomor: 9/15/PBI/2007 Tentang Penerapan 
Manajemen Resiko Dalam Penggunaan Teknologi Informasi Oleh Bank Umum. Jakarta. 
Barnes, Stuart J. and R. Vidgen. (2003). Measuring Website Quality Improvements: A Case Study Of The 
Forum On Strategic Management Knowledge Exchange. Industrial Management and Data 
Systems. Vol. 103, No. 5, pp. 297-309. 
Christiyanti, Marieta. (2010). Analisis Technology Acceptance Model (TAM) terhadap penerapan E-
Banking (Studi Empiris pada nasabah bank di Bekasi). Skripsi. Universitas Gunadarma. 
Federal Financial Information Examination Council. (2003). E-Banking. IT Examination Handbook. 
FFIEC. USA. 
Hermana, Budi. (2010). Pengukuran Kualitas Layanan Internet Banking. Jurnal Ekonomi Bisnis. No. 1 
Vol. 15  April, 47-57 
Maharsi, Sri dan Yuliani Mulyadi. (2007). Faktor-faktor Yang Mempengaruhi Minat Nasabah 
Menggunakan Internet Banking Dengan Menggunakan Kerangka Technology Acceptance 
Model (TAM). Jurnal Akuntansi dan Keuangan, Vol. 9, No. 1, Mei 2007: 18-28. 
Medyawati, Henny, Farida dan Ega Hegarini. (2012a). Model Pengukuran Kualitas Layanan Website E-
Banking Di Indonesia. Prosiding Seminar Nasional Aplikasi Teknologi Informasi 2012 (SNATI 
2012). Yogyakarta.  
Medyawati, Henny, Ega Hegarini dan Farida. (2012b). Service Quality Measurement Model Of E-
Banking Website: Validity And Reliability Test Of The Research Instrument. Proceeding 
Indonesia-Malaysia 6th International Conference, Surabaya 
Medyawati, Henny, Marieta Christiyanti dan Muhammad Yunanto. (2011). The Influence of Computer 
Self Efficacy, Computer Experience and Interface Design to Acceptance of Electronic Banking: 
Empirical Study of Bank Customers in Bekasi City. International Journal of e-Education, e-
Business, e-Management and e-Learning, Vol. 1 No. 4, pp. 305-310 
Office of the Comptroller of  the Currency (OCC). (1999). Internet Banking: Comptroller’s Handbook. 
Comptroller of the Currency Administrator of National Banks. 
Saha, Parmita and Y. Zhao. (2005). Relationship Between Online Service Quality and Customer 
Statisfaction: A Study In Internet Banking. Lulea University of Technology. Department of 
Bussiness Administration and Social Science. Division of Industrial marketing and E-
Commerce. 
Sujadi, Edy Purwo Saputro. (2010). E-Banking: Urgensi Aspek Trust Di Era E-Service. Seminar 
Nasional Informatika UPN “Veteran”. Universitas Muhammadiyah Solo. Yogyakarta. 
Supariyani, Emmy dan Tony. (2008). Analisis Kualitas Pelayanan Terhadap Kepuasan Pelanggan: Studi 
Kasus Pelayanan Internet banking (Klik BCA) Pada PT. BCA, Tbk. Cabang Merdeka. Jurnal 
Ilmiah Ranggagading. Vol. 8 No. 1, April 2008: 37-43. 
Wijayanti, Ratih. 2009. Analisis Technology Acceptance Model (TAM) Terhadap Faktor-faktor Yang 
Mempengaruhi Penerimaan Nasabah Terhadap Layanan Internet Banking (Studi Empiris 
Terhadap Nasabah Bank Di Depok. Skripsi. Universitas Gunadarma. Depok. 
